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ABSTRACT 
The research discussed about instant messenger usage for internal communication at 
The Ministry of Communication and Information Technology of Republic of 
Indonesia (MCIT of RI) Directorate General of Resources and Equipment for Post 
and Information Technology. The research purpose was to determine the effect of 
instant messenger usage to internal communication by using the quantitative method. 
The results showed that there is a significant and positive effect by the instant 
messenger usage to employee communications. It showed that instant messenger 
could accommodate employee communication, particularly for job-related formal 
communication. However, there are some information that do not convey through 
instant messenger, particularly the informal communication, such as regarding 
employee motivation, delivering the thoughts and feelings of employees, and the 
settlement of the conflict with fellow employees. Therefore, organization should 
encourage instant messenger usage in informal communication, relating to motivate 
employees through instant messenger, to create a good working relationship and 
increase employee relations. 
Keywords: communication technology, instant messenger¸ internal communication, 
organizational communication 
 
INTRODUCTION 
Communication has an 
important role in an organization to 
manage, operate and reach its goals. 
To support the organizational 
communication, the employees also 
take advantage of a variety of media to 
exchange the information. On the other 
hand, the presence of the Internet has 
created a computer-based 
communication technology, or better 
known as the Computer Mediated 
Communication (CMC). Pace & 
Faules (2005) stated that 
communication technology-based 
computer generally used by 
organizations, namely: electronic mail 
(e-mail), videoconferencing, voice 
messaging, text video, optic fiber, 
laserdisc, facsimile, computer bulletin 
board, etc. The presence of CMC has 
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affected the organizational steps to 
utilize these technologies to establish 
internal communication.  
Instant messenger is one of the 
popular communication technologies 
in nowadays that used by the public to 
communicate with the others, 
including in the work environment. 
Communication through instant 
messenger enables the employees to 
communicate without the barriers of 
space and time. With the instant 
messenger usage, it can be concluded 
that the use of communications 
technology has spawned a new 
communication channel for the 
organization, in which the 
communications channel is a concern 
the internal communication of 
organization indirectly.  
 
PURPOSE 
The purpose of this research was 
determined the effect of instant 
messenger usage to the internal 
communication of employees MCIT of 
RI. 
 
 
 
 
THEORETICAL CONCEPTS 
Organizational Communication 
Goldhaber (in Tubbs & Moss, 2008) 
provided a definition of organizational 
communication is the flow of 
messages within the network 
relationships are bound. There are four 
communication flows, such as 
downward communication, upward 
communication, horizontal 
communication and vertical 
communication.  
Computer Mediated 
Communication 
Miller (2009) mentioned several 
examples of communication 
technology in general that are now 
used in an organization. 
RESEARCH METHOD 
This research used quantitative 
approach. Kriyantono (2009) stated 
that the method is needed to depict or 
described a problem that the results 
can be generalized. The population in 
this research were 180 employees, 
which was calculated using the 
Slovin’s formula to produce a result of 
65 people as samples. 
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Table 1 
The Examples of Organizational Communication Technology 
(Miller, 2009) 
 
DISCUSSION 
Technology Description 
Electronic 
Mail 
User creates a written document at a computer and sends the document 
via computer to other user(s). Messages may be answered, filled, and/or 
discarded. 
Instant 
Messaging 
Allow immediate communication with others online via the keyboard. 
Voice mail Messages are left and retrieved via voice synthesis technology on 
telephone. Messages can be edited, stored, and forwarded. 
Facsimile 
(fax) 
Document images are transmitted to another location by telephone and 
communication technology. 
Voice and 
video 
conferencing 
Allow participation in group meeting by participants at many locations. 
The conference can involve voice, images, and graphic material. 
Computer 
conferencing 
Allows synchronous or asynchronous participation in conference on a 
specified topic. Typically include the ability to poll participants and to 
maintain a transcript of proceedings. 
Management 
information 
system 
Computers systems that stores and integrates information from throughout 
the organization for retrieval and use in an decision making. 
Group 
discussion 
support 
system 
Computers and communication technologies configured to maintain data 
sources, enhance information capacity, and provide decision making 
structures for individuals and groups.  
Internet and 
World Wide 
Web (WWW) 
The internet is a complex system of telecommunication linkages among 
major computer facilities worldwide. The World Wide Web is the 
sophisticated application on the internet that allows the widespread access 
to graphics and information, gateways to other Web sites, and interactivity 
for chat and customers service.   
Wireless 
networks 
Cellular telephones are the most familiar forms of a wireless 
communication. Computers and computing devices (e.g., personal digital 
assistant) can also be connected in wireless networks for a variety of 
business application. 
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Based on the analysis, it can be 
summarized that although the rate of 
use of instant messenger usage in 
MCIT of RI still categorized as low, 
but its presence can accommodate the 
employee formal communication well. 
This can be evidenced by the high 
value - average statement on each 
communication flow related 
organizations formal communication, 
which is deliver a message of 
instruction and ask about the 
performance of work by superiors to 
subordinates, report of work being 
done and the discussion of the work by 
subordinates to superiors, and 
coordination tasks and job information 
sharing among peers.  
In addition, it is also seen that 
the highest level of instant messenger 
usage is horizontal communication, 
then followed by downward 
communication, and the lowest was 
upward communication. However, not 
all information can be communicated 
through instant messenger. The results 
also showed that there are some 
employee communication activities 
that rarely been done through instant 
messenger. In downward 
communication was to motivate and 
foster a sense of belonging to the work 
of the employees, upward 
communication was to express 
thoughts and feelings about work, as 
well as the flow of horizontal 
communication that to convey and 
discuss the settlement of the conflict 
with a friend peer. 
 
  
CONCLUSION 
The results of the study concluded that 
the instant messenger is an informal 
communication media could 
accommodate the internal 
communication of employees, 
especially about the things that related 
to work making it easier for employees 
to carry out the exchange of 
information when their communication 
is limited by space and time. 
RECOMMENDATIONS 
A few recommendations can be made 
as follow: (1) Organizations can take 
advantage of instant messenger as a 
communication medium to 
disseminate information, both work-
related information and organization 
that facilitate the spread of information 
more easily and quickly: (2) Based on 
the results of this research found that 
instant messenger was used by 
employees MCIT of RI can 
accommodate more formal 
communication, the author suggests 
for the research on the use of instant 
messenger on informal communication 
of employees using methods and 
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theories more different but still related 
to the development of internal 
communication. 
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